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- The MAILING DATE of this communication appears on the cover sheet with the correspondence address » 
Period for Reply 

A SHORTENED STATUTORY PERIOD FOR REPLY IS SET TO EXPIRE 3 MONTH(S) FROM 
THE MAILING DATE OF THIS COMMUNICATION. 

- Extensions of time may be available under the provisions of 37 CFR 1 .136(a). In no event, however, may a reply be timely filed 
after SIX (6) MONTHS from the mailing date of this communication. 

• If the period for reply specified above is less than thirty (30) days, a reply within the statutory minimum of thirty (30) days will be considered timely. 
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- Failure to reply within the set or extended period for reply will, by statute, cause the application to become ABANDONED (35 U.S.C. § 1 33). 
Any reply received by the Office later than three months after the mailing date of this communication, even if timely filed, may reduce any 
earned patent term adjustment. See 37 CFR 1.704(b). 
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1 )□ Responsive to communication(s) filed on . 

2a)D This action is FINAL. 2b)^ This action is non-final. 

3) D Since this application is in condition for allowance except for formal matters, prosecution as to the merits is 

closed in accordance with the practice under Ex parte Quayle, 1935 CD. 1 1 , 453 O.G. 213. 
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4) K Claim(s) 1-30 is/are pending in the application. 

4a) Of the above claim(s) is/are withdrawn from consideration. 

5) D Claim(s) is/are allowed. 

6) E3 Claim(s) 1-30 is/are rejected. 

7) D Claim(s) is/are objected to. 

8) D Claim(s) are subject to restriction and/or election requirement. 

Application Papers 

9) D The specification is objected to by the Examiner. 

10)D The drawing(s) filed on is/are: a)D accepted or b)D objected to by the Examiner. 

Applicant may not request that any objection to the drawing(s) be held in abeyance. See 37 CFR 1 .85(a). 

Replacement drawing sheet(s) including the correction is required if the drawing(s) is objected to. See 37 CFR 1.121(d). 
1 1 )□ The oath or declaration is objected to by the Examiner. Note the attached Office Action or form PTO-1 52. 
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DETAILED ACTION 
Claim Rejections - 35 USC § 103 

The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

1 . Claims 1-30 are rejected under 35 U.S.C. 103(a) as being unpatentable over 

Cave et al (5,822,401 hereinafter Cave) in view of Holthouse et al (6,606,598 

hereinafter Holthouse). 

Regarding claims 1 , 7,13-14, 20, 26-30. Cave teaches a method and system for 

monitoring the performance of an interactive voice response system (IVR) wherein logs 

of call activity within the IVR are generated (abstract, col. 1 lines 8-13, lines 45-48, col. 

4 lines 5-10). 

Cave fails to teach recording the agent-caller dialog portion of the call. 

Holthouse cites Cave and provides the hardy needed method and apparatus for 
computing and reporting statistical information that describes the performance of an 
interactive speech application by using call log for agent-caller dialog (abstract, col. 2 
lines 1-14, lines 31-37, lines 46-58, col. 3 lines 5-8). Of course, Holthouse teaches 
asking caller for true intentions (col. 4 lines 13-37, col. 5 lines 10-45, col. 7 lines 1-15, 
col. 8 lines 39-60) because detecting performance problems of IVR systems are difficult 
and by asking caller for true intention helps identify misleading prompts, incorrect 
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pronunciations, or vocabulary words that are similar enough to be confused with each 
other (col. 11 line 15-coL 12 line 67, col. 14 lines 35-43, columns 27-28). 

Therefore, it would have been obvious for any one of ordinary skill in the art at 
the time of invention to modify the performance monitor as taught by Cave to record 
agent-caller dialog as taught by Holthouse for the benefit of identifying misleading 
prompts and to thereby "tune" or improve performance of the application as taught by 
Holthouse col. 2 line 20. 

Regarding claims 2, 8, 15 and 21 . Cave does not ask caller about true intention 
for calling. 

Holthouse cites Cave and provides the hardy needed method and apparatus for 
computing and reporting statistical information that describes the performance of an 
interactive speech application by using call log for agent-caller dialog (abstract, col. 2 
lines 1-14, lines 31-37, lines 46-58, col. 3 lines 5-8). Of course, Holthouse teaches 
asking caller for true intentions (col. 4 lines 13-37, col. 5 lines 10-45, col. 7 lines 1-15, 
col. 8 lines 39-60) because detecting performance problems of IVR systems are difficult 
and by asking caller for true intention helps identify misleading prompts, incorrect 
pronunciations, or vocabulary words that are similar enough to be confused with each 
other (col. 11 line 15 -col. 12 line 67, col. 14 lines 35-43). 

Therefore, it would have been obvious for any one of ordinary skill in the art at 
the time of invention to modify the performance monitor as taught by Cave to record 
agent-caller dialog as taught by Holthouse for the benefit of identifying misleading 
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prompts and to thereby "tune" or improve performance of the application as taught by 
Holthouse col. 2 line 20. 



Regarding claims 3, 9, 16 and 22. Cave does not obtain information from an agent to 
determine true intention of a caller. 

Holthouse cites Cave and provides the hardy needed method and apparatus for 
computing and reporting statistical information that describes the performance of an 
interactive speech application by using call log for agent-caller dialog (abstract, col. 2 
lines 1-14, lines 31-37, lines 46-58, col. 3 lines 5-8). Of course, Holthouse teaches 
asking caller for true intentions (col. 4 lines 13-37, col. 5 lines 10-45, col. 7 lines 1-15, 
col. 8 lines 39-60) because detecting performance problems of IVR systems are difficult 
and by asking caller for true intention helps identify misleading prompts, incorrect 
pronunciations, or vocabulary words that are similar enough to be confused with each 
other (col. 11 line 15 -col. 12 line 67, col. 14 lines 35-43). 

Therefore, it would have been obvious for any one of ordinary skill in the art at 
the time of invention to modify the performance monitor as taught by Cave to record 
agent-caller dialog as taught by Holthouse for the benefit of identifying misleading 
prompts and to thereby "tune" or improve performance of the application as taught by 
Holthouse col. 2 line 20. 
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Regarding claims 4, 10, 17 and 23. Cave teaches monitoring on an ongoing 
basis (col. 5 lines 8-35). Holthouse stores agent-caller interactions in log (abstract, col. 
3 lines 5-52, col. 4 lines 1-67). 

Regarding claims 5, 1 1, 18 and 24. Cave teaches routing accuracy (col. 1 lines 

45- 56, col. 2 lines 10-13, col. 3 lines 29-42, col. 4 lines 5-9, col. 5 lines 8-35, col. 8 lines 

46- 52). Holthouse teaches routing accuracy (col. 3 line 5 - col. 4 line 38, col. 5 lines 

1 1-45, col. 7 lines 1-15, lines 29-31, col. 8 lines 39-47, col. 12 lines 35-67, col. 14 lines 
35-42, columns 15-16). 

Regarding claims 6, 12, 19 and 25. Cave teaches alarm used (see 210 figure 
2A, see 216-217 figure 2B, see 222, 225 and 228 figure 2B). Holthouse teaches alarm 
(col. 5 lines 1-25, see 18 figure 1A, col. 12 lines 63-67). 

2. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Barry W. Taylor whose telephone number is (703) 305- 
481 1. The examiner can normally be reached on Monday-Friday from 6:30am to 4pm. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Curtis Kuntz can be reached on (703) 305-4708. The fax phone number for 
this Group is (703) 872-9306. 
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Any inquiry of a general nature or relating to the status of this application or 
proceeding should be directed to Technology Center 2600 customer service Office 
whose telephone number is (703) 306-0377. 



cortis kOntz 
supervisory paten17 examiner 
technology center 2600 



